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TOMTAT:

Bai vi€t nghién ctfu cdc y&u t& 4nh hudng dén sy hai 1ong clia khich hang d6i véi chat lugng

dich vu tin dung doanh nghi€ép (DN) tai cdc ngan hang thuong mai c6 phan Viét Nam (NHTM).

K&t qué phan tich tir 240 phi€u tré 13i khio sat hgp 1& cho thdy cdc y&u t& ¢6 4nh hudng ciing chiéu
vdi sy hai long ctia khdch hang DN ddi v6i cht lugng dich vu tin dung theo thi ty gidm din: Ning
luc phuc vu, Su cdm thdng; Phuong tién hitu hinh; Khd ning ddp ng; Su tin ciy. K&t qua nghién

cttu 1a cd s& khoa hoc gitip Ban Gidm doc cac NHTM Viét Nam trong viéc dua ra cdc chinh sich

nhim ning cao hon nifa sy hai 1ong clia cic DN d6i v6i chat lugng dich vu tin dung d6i tugng

khach hang DN trong thdi gian t6i.

T khéa: chit lugng dich vu, hai long khdch hang, ngan hang thuong mai, ngan hang.

1.Pat van dé

Tin dung DN 12 mdt sin phim dic thil cla cdc
ngan hang, 1a nhitng khodn cho vay tai chinh DN
phuc vu cho hoat dong san xuit, kinh doanh, muc
dich di vay ctia DN thudng 13 d€ dau tw mua sim
may méc thi€t bi mdi, diu tu khac hay bd sung von
luu dong cho cédc DN. Trong bdi cinh nén kinh t&
chiu sy dnh hudng 16n tir tinh hinh dich bénh, céc
DN tii dau tuw dé khdi dong lai hoat dong kinh
doanh sau mdt thgi gian tam dirng do dich bénh
cling nhu xu thé hdi nhap canh tranh, viéc cdc ngan
hang cung tng dich vu tin dung chit lugng dé dap
ng t6t nhAt nhu cau von clia cdc DN sé tao dudc 10i
th€ canh tranh riéng, gidp cdc ngan hang thu hiit t5t
hon lyc lugng DN méi, g6p phan ning cao hiéu qua
hoat dong cia ngin hang. Do d6, viéc niang cao
chat lugng dich vu tin dung dé nang cao dudc su hai
long ctia khach hang néi chung va ddi tugng khich
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hang DN néi riéng déng vai tro quan trong va dugc
xem 12 mdt trong nhitng vin dé song con clia cdc
ngan hang hién nay.

2. Co's6 1i thuyét va mo hinh nghién ciu

2.1. Khdi ni¢m vé chat lugng dich vu va su
hailong

Suw hai long: Theo Bachelel (1995), Su hai long
ctia khach hang nhu mot phan 'ng mang tinh cam
xtic ctia khach hang qua su trdi nghiém ctia ho vé
mot sdn ph?fm hay mot dich vu. Fornell (1995) cho
ring, Su hai 1ong hoic khong hai 1ong sau khi st
dung, dugc khéi niém nhu 1a phan Gng cia ngudi
khdch hang d6 vé viéc danh gid bing truc gidc su
khac nhau gitta viéc trude va sau khi ti€u dung véi
cam nhan thuc t€ sau khi st dung né. Theo Oliver
(1997), Su hai long ctia khiach hang con 1a trang
th4i tAm 1y ma khach hang cAm nhian vé mot cong
ty (t6 chiic) khi nhitng k¥ vong ctia ho dugc thda
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man hodc vugt qua sy mong dgi thdng qua tiéu
diing san phim hoic dich vu.

Chdt lugng dich vu: Theo Parasuraman va cong
tdc gidcho ring khi chat lugng dich vu cao s& din
dén sy hai Iong khach hang cao. Trong moi trudng
canh tranh hién nay, chia khéa mang lai 1gi thé
canh tranh bén vitng nim & viéc mang lai chat
lugng dich vu cao mang lai sy thda man nhat clia
khiach hang (Shemwell va cdng tic gid). Cronin
Taylor (1992) ciing da ti€n hanh ki€m dinh mdi
quan hé nay va di dén k&t luan ring cdm nhan vé
chat lugng dich vu dan dén sy hai long clia khach
hang. Khach hang cang dénh gid cao cic yé&u t6 cd
s& vat chat, sy tin cdy, ning luc phuc vu, gidi quyét
khi€u nai va cédc chinh sdch cia DN thi ho cang
ddnh gia cao chit lugng dich vu.

2.2. M6 hinh nghién citu

Nghién ctu cia Muhammad Ali va cOng sy
(2017) thuc hién tai cdc ngin hang Hoi gido &
Pakistan v6i muc dich 1a do ludng mdi quan hé gitta
chat lugng dich vu va sy hai long clia khach hang.
Nghién ctu nay da st dung md hinh SERVQUAL
lam nén ting d& xay dung md hinh cho nghién ctu.
Mot cudc khao sat thuc dia dya trén bang cdu hoi ty
qudn ly da dugc thuc hién v6i nén ting 12 bang hoi
da dugc hiéu chinh tir thang do goc SERVQUAL
véi cdc y&u td Anh hudng dén sy hai long clia khiach
hang doi vé6i chat lugng dich vu clia ngan hang, bao
gdbm: Tuan thii, PAm bo, Do tin cdy, Phuong tién
hitu hinh, Péng cdm, Kha niing ddp Gng.

Nghién cttu cia Vijay Anand va Selvaraj
(2013) thuc hién tai cdc ngin hang & An bo véi
muc tiéu xem xét tdc dong cla chat lugng dich vu
ddi v6i sy hai long clia khdch hang tai cdc ngan
hang. M6 hinh do ludng chit lugng dich vu
SERVPERF dugc st dung 1am nén ting d€ xiy
dung mo6 hinh nghién cttu cho dé tai gdbm céc yé&u
to anh hudng dén sy hai long cla khich hang doi
véi chat lugng dich vu cla cdc ngin hang tai An
Do, bao gdbm: Pong cdm, Kha ning dip &ng, Pam
bdo, Tinh hitu hinh va P tin cdy.

Nghién cttu cia L& Pdc Toan va cdng su
(2020) nhiim xdc dinh cdc y&u t6 4nh hudng dén su
hai 1ong ctia khich hang vé chit lugng dich vu clia
cdc khodn vay tiéu dung tai Ngan hang Thudng
mai C8 phdn Sai Gon - Chi nhinh Pa Ning (SCB

ba Nédng). Nghién cttu sit dung md hinh do ludng
chat lugng dich vu SERVPERF ctia Cronin va
Taylor (1992) lam nén tdng va b3 sung thém thanh
phin Gid c4 vio md hinh nghién cttu cho phit hgp
v6i didu kién nghién cttu dung tai Ngin hang
Thuong mai C6 phin Sai Gon - Chi nhianh Pa
Ning. M6 hinh nghién citu dé xuit ca dé tai bao
gdm 6 y&u t&: Tinh hitu hinh, Tinh ddm b o, D6 tin
ciy, Tinh ddng cAm va ddp tng, Tinh thuin tién va
Gid cd anh hudng dén sy hai 1ong clia khach hang
vé chat lugng dich vu clia cac khodn vay tiéu ding
tai Ngan hang Thuong mai C6 phan Sai Gon - Chi
nhdanh Pa Ning.

2.3. M6 hinh nghién citu dé xudt

Trén co s& ly thuyét vé tin dung cic NHTM,
dich vu, chat lugng dich vu tin dung, cic md hinh do
ludng chat lugng dich vu, su hai long clia khich
hang va trén cd s két qud trong cdc nghién citu
truéc ma tdc gia da phan tich & trén, tic gid xay
dung md hinh Iy thuyét cho dé tai. M6 hinh nghién
cifu clia dé tai duge xay dung trén nén ting mo hinh
do ludng chat lugng dich vu SERVPERF clia
Cronin va Taylor (1992) va cdc nghién ciu cla
Muhammad Ali va cong su (2017), Vijay Anand va
Selvaraj (2013), Lé buc Toan va cOng su (2020),
Phan Thi Linh (2021). Md hinh nghién ctu ly
thuy€t dugc trinh bay nhu Hinh 1.

Hinh 1: M6 hinh nghién ciiu dé xuét
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Nguén: Nhém tdc gid dé xudt

Gid thuyét Hy: yéu t6 Sy tin cdy cé tdc dong
diong (+) dén sw hai long ciia khdch hang DN
doi véi chat lugng dich vu tin dung tai cdc NHTM
Viét Nam.
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Gid thuyét Hy: yéu 16 Phuong ti¢n hitu hinh c6
tac dong duong (+) dén su hai long ciia khdch hang
DN déi vdi chdt lugng dich vu tin dung ciia cdc
NHTM Viét Nam.

Gid thuyét H3: yéu 16’ Su cam thong cé tdc dong
diuong (+) dén su hai long ciia khdch hang DN doi
vdi chat luong dich vu tin dung ciia cdc NHTM
Viét Nam.

Gia thuyét Hy: yéu t6 Ning luc phuc vu cé tdc
dong duong (+) dén sy hai long ciia khdch hang DN
doi véi chat lugng dich vu tin dung ciia cac NHTM
Viét Nam.

Gia thuyét Hs: yéu 16 Su ddp vng cé tdac dong
diiong (+) dén sy hai long ciia khdch hang DN doi
vdi chdt lugng dich vu tin dung ciia cdc NHTM
Viéet Nam.

Gid thuyét Hg: yéu 16 Cam nhdn gid cd cé tdc
dong duong (+) dén su hai long ciia khdch hang DN
doi véi chat lugng dich vu tin dung ciia cac NHTM
Viét Nam.

3. Phuong phap nghién ciu

Nghién cttu dugc thuc hién bing phuong phip
dinh tinh va dinh lugng:

Nghién cttu dinh tinh dugc thuc hién bing viéc
tong hdp va danh gi cic cong trinh nghién citu lién
quan dén dé tai va phuong phdp thdo luin nhém
vGi cdc quéan ly, cdn bd tin dung clia bo phan tin
dung DN cac NHTM Viét Nam va cic khach hang
DN c6 lich st giao dich tot tai ngan hang. Thong
qua nghién cttu dinh tinh gitip tic gia diéu chinh cic
thang do, cling nhu cdc bién quan sit diung cho
nghién cttu nay.

Nghién citu dinh lugng dugc thuc hién bing
phuong phdp khdo sit khach hang DN dang c6
quan hé tin dung tai cic NHTM Viét Nam. St dung
cong cu hé sd tin cdy Cronbach Alpha va phan tich
nhan t& kham pha EFA d€ sang loc cic thang do
khdi niém nghién cttu. Phan tich hdi quy dudc st
dung @€ xac dinh dudc cic y&u td 4nh hudng dén sy
hai Iong ctia khdch hang DN d6i véi chat lugng dich
vu tin dung cia cic NHTM Viét Nam.

4. K&t qua nghién cifu va thao luan

4.1. Kiém dinh dp tin cdy Cronbach’s Alpha

Tdng hop két qua phan tich do tin ciy cla céc
thang do diing trong nghién citu thong qua ki€m
dinh Cronbach’s Alpha dugc trinh bay trong Bang 1.

BAng 1. Téng hgp két qué Kiém dinh Cronbach Alpha

Bién Trung binh thang do Phuong sai thang do Tuong quan Cronbach’s Alpha
quan sat néu loai bién néu loai bién bién téng néu loai bién
Sutin cdy- STC (a=0.816)- Lan 1
STC1 11.246 2722 0.652 0.763
STC3 11.358 2.641 0.642 0.765
STC4 11.467 2442 0.615 0.783
STC5 11.367 2.626 0.645 0.764
Phuong tién hiu hinh - PTHH (.= 0.889)
PTHH1 12.046 2973 0.801 0.840
PTHH2 12.046 3.349 0.693 0.880
PTHH3 12.071 3.062 0.720 0.872
PTHH4 12.050 2935 0.817 0.833
Su cam théng - SCT (.= 0.780)
SCT1 14.417 11.591 0.599 0.724
SCT2 14.279 12.336 0.517 0.752
SCT3 14.675 12.413 0.518 0.752

254 S6 4 - Thang 3/2024



TAI CHiNH - NGAN HANG - BAO HIEM

Bién Trung binh thang do Phuang sai thang do Tuong quan Cronbach’s Alpha
quan sat néu loai bién néu loai bién bién tong néu loai bién
Sucam théng- SCT (ac= 0.780)
SCT4 14.046 12.571 0.623 0.720
SCT5 13.967 12.693 0.528 0.748
Nang luc phuc vu- NLPV (a= 0.861)
NLPV1 11.113 4.920 0.677 0.839
NLPV2 11.317 3.916 0.780 0.792
NLPV3 11.108 4.750 0.634 0.852
NLPV4 11.288 3.879 0.768 0.799
Kha néng dap iing- KNDU (a.= 0.773)
KNDU1 12.013 2.397 0.614 0.698
KNDU2 12.083 2470 0.571 0.721
KNDU3 12.025 2.535 0.493 0.765
KNDU4 12.092 2.519 0.636 0.691
Cam nhén gia ca- CNGC (.= 0.835)
CNGC1 7.625 2.829 0.694 0.773
CNGC2 7.642 2.607 0.727 0.741
CNGC3 7.675 3.065 0.672 0.795
Su hailong- SHL (o= 0.879)
SHL1 7.788 2.076 0.774 0.825
SHL2 7.796 2.013 0.748 0.845
SHL3 7.833 1.813 0.784 0.815

4.2. Phén tich nhan t6’' EFA
Thuc hién phan tich nhan t6 khdm phd EFA cho

céc bién ddc 1ap cho thiy, hé s6 KMO 1a 0.714 >
0.5 va ki€ém dinh Barlett ¢6 Sig. = 0.000 (nhd hon
0.05) cho thdy phan tich EFA phu hgp véi dit liéu

BAng 2. K&t qud ki€m dinh Barlett
va KMO - Bién doc 1ap

Hé s6 KMO 0.714
Approx, Chi-Square 2740.546
Kiém dinh
Barlett o 276
Sig 0.000

Nguén: Keét qud phan tich dit liéu

Nguon: Két qud phan tich dit ligu

khdo sdt va cdc bi€n quan sit c6 tuong quan vdi
nhau trong tong thé.

Tai gia tri Eigenvalues bing 1.484 >1, phén tich
nhan t6 kham ph4 rit trich dudc 6 nhan t& vdi tong
phuong sai trich 1a 66.397% (>50%) cho thay céc
nhan t& dugc trich c6 thé gidi thich 66.397% su bi€n
thién cta dir liéu.

4.3. Phén tich nhan t6 khdm phd cho bién phu
thudc

Thuc hién phan tich nhan t& kham ph4d EFA cho
bién phu thudc cho thiy, hé s6 KMO 1a 0.742 > 0.5
va kiém dinh Barlett c6 Sig. = 0.000 (nhd hon 0,05)
cho thay phan tich EFA phu hgp v6i dit liéu khdo sat
va cdc bién quan st c6 twong quan v6i nhau trong
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tong thé. Tai gia tri Eigenvalue bing 2.421 >1, phan
tich rit trich dudc 1 nhan t6 véi tong phuong sai trich
khi phan tich khdm ph4 nhan t& clia bi€n phu thudc
12 80.704% (>50%) cho thdy nhan t& phu thudc duge
trich c6 thé giai thich 80.704% sy bién thién cia dir
liéu. V6i phép xoay Varimax, két qua thang do rit
trich dugc 1 nhan t6. C4c bi€n quan sét clia nhan to
phu thudc dugc trich déu c6 hé s6 tii nhan td trén
0.8 (Pat yéu ciu khi kiém dinh EFA) va ciu thanh
nén nhan & phu thudc “Su hai long clia khach hang
doi véi chat lugng dich vu tin dung DN tai Cic
NHTM Viét Nam”, ky hiéu “SHL”.

T6m lai, sau khi phan tich nhan t8 khdm ph4
(EFA) cho thay chua ¢6 thém bi€n quan st nao clia
cdc bi€n doc 1ap va bi€n phu thudc trong mo hinh bi
loai va déu dat gia tri hoi tu, gid tri phan biét c6 thé
chip nhan dugc, dd diéu kién d€ ti€n hanh phan
tich cac buc ti€p theo.

4.4. Phan tich hoi quy

Ti€n hanh phan tich hdi quy boi tuy&n tinh nhim
xay dung mo hinh ly thuyét va xem xét chiéu
huéng cling nhu cudng do tdc dong clia tirng bi€n
doc 1ap t6i bi€n phu thudc.

K&t qué phan tich @ phii hgp ctia md hinh hdi

quy bén duéi cho thd'y mitc do phit hdp ctia mo6 hinh
dat 68.0% (Hé s6 R? hiéu chinh = 0.680) hay kha
ning gidi thich cla cdc yé&u t6 doc 1ap gidi thich
dugc 68.0% sy bién thién trong dit liéu ctia bién
phu thudc (SHL). (Bang 3)

4.5. Kiém dinh y nghia hé s hoi quy

K&t qua u6c lugng hé sd hdi quy cho thd'y mitc y
nghia (gid tri Sig.) cda bi€n C&m nhan gid cd
(CNGC) bing 0.468 > 0.05. Do d6, & do tin cay
95%, bién nay khdng cho thidy c6 mdi quan hé
tuyén tinh v6i bi€n phu thudc - Sy hai long cia
khach hang d6i véi chat lugng dich vu tin dung DN
tai cic NHTM Viét Nam. Cac bi€n doc lap con lai,
bao gdm: Su tin ciy (STC); Phuong tién hitu hinh
(PTHH); Sy cam thong (SCT); Néang lyc phuc vu
(NLPV) va Kha ning dép ttng (KNDU) déu cho
tha'y c6 mdi quan hé tuy&n tinh v6i Sy hai long clia
khach hang d6i vé6i chat luong dich vu tin dung DN
tai Cic NHTM Viét Nam (Sig < 0.05). (Bang 4)

Tir két qua phan tich trén, phuong trinh hdi quy
tuyén tinh mo ta sy tic dong clia cdc nhan t& dnh
hudng d€n Sy hai 1ong clia khdch hang ddi véi chat
Iugng dich vu tin dung DN tai cic NHTM Viét Nam
duogc viét lai nhu sau:

BAng 3. Tém tét méd hinh héi quy

M6 hinh R R? R2 hiéu chinh Sai s6 chuan udc tinh Durbin-Watson
1 0.830° 0.688 0.680 0.38519 2.021

a. Predictors: (Constant), CNGC, NLPV, SCT, KNDU, PTHH, STC

b. Dependent Variable: SHL

Nguén: Két qud phan tich dit liéu

Bdng 4. Bang uéc lugng hé sé hdi quy

Hé s&'hdi quy chua chuan héa Hé s&'hdi quy chudn héa
Mb hinh ! T Sig.
B Do léch chuan Beta
Hang s& -2.489 0.314 -7.916 0.000
STC 0.240 0.052 0.184 4.648 0.000
PTHH 0.295 0.045 0.249 6.630 0.000
1 | SCT 0.328 0.030 0.412 10.862 0.000
NLPV 0472 0.037 0472 12.791 0.000
KNDU 0.317 0.053 0.236 5.958 0.000
CNGC 0.023 0.031 0.027 0.727 0.468
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Su hai long = 0.184*Sy tin cdy + 0.249*Phuong
tién hitu hinh + 0.412*Sy cam thong + 0.472*Nang
luc phuc vu + 0.236*Kha niang dap ting

5.Ham y quan tri

Déi vdi yéu t6" Niing luc phuc vu (B = 0.472):
Linh dao cta cac NHTM Viét Nam cin quan tAm
hon nifa, ciing nhu tao diéu kién thuan lgi d€ doi
ngii nhan vién hién tai tham gia cic budi dao tao
nghiép vu chuyén siu vé NH, dic biét Ia mang tin
dung DN. Pay 1a cd hdi t6t gitip doi ngil nhan vién
6 cd hdi ti€p can nhitng quy trinh tw van, chim s6c
khach hing mdi nhat, ciing nhu c6 co hdi d€ nhan
vién nim vitng dudc muc tiéu ciia NH.

Déi vdi yéu t6 Su cdm thong (B = 0.412): Lanh
dao NH ciing cin quén triét doi ngii nhan sy NH
chii ¥, thuc hién viéc ti€p don khdch hang mot cdch
nhanh nhen, chuyén nghi€¢p va than thién, gy
thién cdm cho khdch hang, tao sy thodi mdi va sudn
sé trong viéc giao dich cia KH.

D01 vdi yéu t6’ Phuiong tién hitu hinh (B = 0.249):

TAILIEU THAM KHA O:

Ban lanh dao clia cic NHTM Viét Nam cin quan
tdm hon nifa trong viéc dn dinh va hoan thién hé
thong co s& vat chat, trang thiét bi, cong nghé clia
Ngan hang; ti€p tuc nang cip trang thi€t bi phuc vu
cac hoat dong nhim ddm bao viéc tng dung cong
nghé thong tin vao hoat dong kinh doanh NH dugc
t6t nhat trong xu thé canh tranh qudc t€.

Déi vdi yéu 16 Kha ndng ddp iing (B = 0.236):
Linh dao cic NHTM Viét Nam cin xiy dung va
hoan thién bd quy tic ng x, cling nhu cung cich
phuc vu khach hang cho toan hé thdng ngan hang
nhim ddm bdo khach hang ludn dugc tin hudng
dich vu t6t nhat va hai long nhat tir cich giao tiép,
phuc vu va dich vu ctia nhan vién trong NH

Déi véi yéu 16 Su tin cdy (B = 0.184): Lanh dao
cdc NHTM Viét Nam cin quan tAm nhiéu hon dén
cong tac nay, luén ddm bao ddi ngd nhan sy tin
dung dd cd sO lugng 1an chat luong dé ddm bao
cong tdc gidi quyét khé khian cho cdc DN dudc
nhanh va hiéu qui nhat m
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ABSTRACT:

This study identified the factors affecting the satisfaction of corporate customers with the
quality of corporate credit services at Vietnamese commercial banks. By analyzing 240 valid
survey responses, the study found that 5 out of the proposed 6 factors have positive impacts on
the satisfaction of corporate customers. These factors, listed in descending order of impacting
level, are: service capacity, sympathy, tangible means, responsiveness, and reliability. This
study’s results provide a scientific basis to help the Board of Directors of Vietnamese
commercial banks make appropriate policies to further improve the satisfaction of corporate
customers in the coming time.
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